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ABOUT ME

Psychologist (Master's degree equivalent)

Engineering Psychology/
Cognitive Ergonomics & Computer Science

User Experience Research since 1998



INGENIEURPSYCHOLOGIE

ENGINEERING PSYCHOLOGY UND VOLKSWIRTSCHAFT

KLIX
SIEBENBRODT
TIMPE

ER WISSENSCHAFTEN

VEB DEUTSCHER VERLAG

Book from my university, 1966
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HUMAN PERCEPTION






16 TIMES THE SAME FACE

/We concentrate on those features which are different, \
in this case the hair.

Our attention is not wasted on unimportant details.

Information processing is optimised.

uifficiency of attention
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https://www.youtube.com/watch?v=VkrrVozZR2c

INATTENTIONAL BLINDNESS

/Experimen’r about ‘Inattentional Blindness‘ or ‘Chonge\
Blindness':

Humans focus attention on the “important* things.
Humans don'‘t expect extreme or unusual changes.

\Selecﬁve Aftention




EXPERIMENT

Who would you like to have as a friende




PUPIL DILATION

Who would you like to have as a friende




PUPIL DILATION
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Attention

Intferest

Emotions like fear & anxiety

Mental strain and task difficulty
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HUMAN DECISIONS



NO DECISIONS WITHOUT EMOTIONS

Em’rins help us to make qic - '—A 7 , &— ‘ { A—'.' Al

decisions between good and
bad, pleasant and unpleasant.

= Many decmons are JUST a matter
of feelings or taste, a rational
decision is not possible.




EMOTIONS INFLUENCE OUR THINKING

Positive emotions
Broad thinking

More problem solutions

Creative thinking
More error tolerant




LIKEABLE DOCTORS LESS SUED

o The likeability of the doctor is the greatest factor in

predicting whether the patient might sue his doctor. It is
not the medical knowledge!

o Doctors with a good relationship with their patients have
fewer lawsuits.

Law Offices of Jeffrey S. Glassman, 2018

hitps://www.bostonpersonalinjuryattorneyblog.com/likeable
-doctors-face-fewer-medical-malpractice-lawsuits/
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https://www.bostonpersonalinjuryattorneyblog.com/likeable-doctors-face-fewer-medical-malpractice-lawsuits/

DOCTORS TALKING MORE TO THEIR PATIENTS
LESS SUED

Doctors sued less often:
o Spending time educating patients about their care
o Using humour and laughing with their patients

o Trying to get their patients to talk and express their
opinions

More likable doctors are less likely to have claims.

Aaron E. Carroll, 2015

https://www.nvytimes.com/2015/06/02/upshot/to-be-sued- 17
less-doctors-should-talk-to-patients-more.html



https://www.nytimes.com/2015/06/02/upshot/to-be-sued-less-doctors-should-talk-to-patients-more.html

WHAT MAKES A GOOD DOCTOR?

“He is likeable

“He asks me how |l am.”

“He is listening to me.’

“He knows me and
my history.” “He has time for me.”



USER NEEDS



WHAT NEEDS DO HUMANS HAVE?
MASLOW'S HIERARCHY OF NEEDS

Self- User needs:
Fulfilment Think about Maslow

Appreciation

Love/ Belonging

Protection & Safety

Physiological Needs
(breathing, water, food, sleep, integrity)

Abraham Maslow 1943



Permanent Temporary Situational

Touch

User needs:

Defined by permanent,
temporary or situational
circumstances.

Inclusive Design
by Microsoft




START WITH RESEARCHING...
USERS’ PROBLEMS, NEEDS, EMOTIONS, CONTEXT
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“My team has created a very innovative solution,
but we’re still looking for a problem to go with it.”
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\
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CUSTOMER VALUE +52%

EMOTIONALLY CONNECTED
CUSTOMERS ARE 3%
527 MORE VALUABLE Baseline

-18%
“Emotional connection score” (ECS) of a brand
measures the share of customers who are fully
connected.
The New Science of Customer Emotions, Harvard Business Review 2015
Not Highly Perceive Fully
emotionally satisfied brand connected
connected differentiation

https://hbr.org/2015/11/the-new-science-of-customer-emotions



DESIGN FOR CHANGE





https://www.youtube.com/watch?v=SByymar3bds



https://www.youtube.com/watch?v=KSQkcl4F0BI

THE BAKER-MILLER PINK

Baker-Miller Pink is a tone of pink claimed to
reduce hostile, violent or aggressive
behaviour.

Alexander Schauss did extensive research into the
effects of the colour on emotions at the Naval
Correctional Facility in Seattle, and named it after
the institute directors, Baker and Miller.

Later research questioned the findings and couldn’t
replicate them.

Baker-Miller Pink
#FF91AF
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BLUE LOGOS

Many company
logos are blue.

Especially in the PR
financial world. Deutsche Bank

28



THE BEHAVIOUR CHANGE MODEL



THE BEHAVIOUR CHANGE MODEL
BJ Fogg’'s Behaviour Change Model.
Behaviour = Motivation + Ability + Prompt

B = MAP

30


http://www.behaviormodel.org/

Fogg Behavior Model

BehaviorModel.org
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Prompts
fail here

©2007 B) Fogg
Contact B! Fogg for permissions

Hard to Do




Visual Design
Content & Terminology
Ul Design Patterns

Information Architecture

Functionality & Usefulness

User Audience, Needs
& Goals




Behaviour Change
Trigger —(
Ability (

Motivation

L

BEHAVIOUR CHANGE & UX DESIGN

UX Design
Visual Design
Content & Terminology
Interaction Patterns
Information Architecture
Functional Specifications

User Needs & Business Goals

Behaviour
Change
Model + UX
Stack mash-up
by Leonard
Chen, 2017

Trigger
Design, Gestalt Principles.
Human Perception.

Tone of Voice.

Ability
Ease of use of product.
Users’ experiences, skills.

Motivation
Is product valuable or
useful, does user have
emotional connection?




DESIGN FOR EMPATHY





https://www.youtube.com/watch?v=Yb0aqr0rzrs

DESIGN FOR EMPATHY

The way you make me feel - design for empathy
People in conflict should put themselves into the situation of each

other, and thus have more understanding end empathy.

Ploenpit (Tusy) Nittaramorn 36
MA Industrial Design, Central Saint Martins College of Art and Design, London, UK



POLLY
SAY THE MAGIC WORDS

Design Solution

o Pollyis able to detect negative words and
sentences and records them.

o Pollyisreplaying them in random order.

o Thus the complaining person experiences how it
iIs when you have someone around you wWho is
constantly complaining and nagging.

Polly is for people who are always complaining and
negative.

They should develop empathy for their partners
who constantly have to listen fo it.

Polly.

SAY
THE
MAGIC

WORDS

37



DESIGN AGAINST STRESS



THANK GOD PROJECT:

BEING GRATEFUL, LESS STRESSED Thank Go...

Problem: Urban Siress

Solution: Reducing stress by changing the behaviour and attitudes
of people.

Stress can be reduced by meditation and relaxation. One basic
form of meditation is gratefulness.

This project should create gratefulness.

- Thank God Project

Anggia Widhi Purbowati 39
Bandung Institute of Technology, Indonesia, Industrial Design.



GRATEFULNESS NOTES ON CALENDAR

Every day the user writes down
for what he is grateful and
puts it onto the calendar.




MOBILE SOFTWARE:
TO BE GRATEFUL EVERY DAY

The user is greeted every day
by ,Thank God..."! and can
complete the text.

This text appears as
screensaver or wall paper.

4]



MANIPULATIVE UX



BOOKING.COM
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LetoMotel Miinchen City Nord ### [T Very good
8,459 reviews

(® You missed it!
Your dates are popular — we've run out of rooms at this property! Check out more below.

H4 Hotel Miinchen Messe #### [7 | Promoted | Fabulous m
3,771 reviews

Q

3 nights, 1 adult

In high demand - only 2 rooms left on our site! £240

includes taxes and charges

Choose your room »




AMAZON



amazonco.uk
1

1
WELCOME ADDRESS ITEMS WRAP DISPATCH PAY CONFIRM

Sabrina Duda, we're giving you a 30-day free trial of Amazon Prime!
Starting with this order

Save
p £2.99
on this order

—

amazonprime

Amazon Prime includes:

+/ FREE One-Day Delivery on millions of items

Standard Delivery FREE

«f Unlimited deliveries with no minimum order size
One-Day Delivery FREE

Same-Day Delivery Share your delivery benefits with one other adult

(in select residential posicodes) Details

Continue and don't gain Amazon Prime benefits

FREE

Pay later

By signing up, you acknowledge that you have read and agree to the Amazon Prime Terms and Conditions and authorise us to charge vour credit card (Visa/Delta/Electron
##%%_3135) or another available credit card on file after your 30-day free trial. Learn more about other Prime pricing options. Your Amazon Prime membership continues until
cancelled. If you do not wish to continue for £7.99/month, you may cancel anytime by visiting "Your Account’ and selecting "Do not continue” in your membership
settings. If you cancel vour Prime membership during your free trial, you will not be charged.

Having difficulties? Flease visit our Help page to learn more about placing an order.

Conditions of Use | Privacy Motice @ 1996-2019, Amazon_com, Inc. and itz affiliates




0 Welcome to Amazon Prime

Sabrina Duda, you successfully started your Amazon Prime Free Triall You can now enjoy unlimited FREE Prime Delivery,
access to Prime Video, Prime Music, Prime Photos and Prime Reading. You will also receive an e-mail with more details
about your Amazon Prime membership. Don't forget to finish placing your order.

Your Amszon Prime free trisl begins today.

“thank you

for joining Prime!

Hello Sabrina Duda,

Welcome to Amazon Prime, the best value in online shopping. With your 30-day free trial,
here's some of the great stuff you get to enjoy:




Learn about your exclusive benefits

Congratulations, Sabrina Duda! You've unlocked these exclusive benefits:

Your benefits

Shop Earth's biggest selection of products

Unlimited One-Day Delivery

Unlimited Video Streaming

Unlimited Music Streaming

Amazon Benefits

Continue to membership management

Prime Benefits

See all of your benefits




AMAZON WORKS WITH ALL MEANS TO
PREVENT YOU FROM CANCELLING PRIME

Sabrina, we'd hate for you to miss out on your unlimited One-Day
I Delivery

Strong emotional language:
“We'd hate....”

A&  Items tied to your Prime membership will be affected if you cancel your membership.

1. By cancelling, you will no lenger have access to your unused Prime exclusive benefits. Click here to see your unused benefits.

Explore your benefits today

WITHOUT PRIME

Unlimited One-Day Delivery:
MAMECone Ay DEEy £5.99/ORDER
Direct to your door

Prime Video

Prime Music

Prime Reading

“I do not want my benefits” is
the button to cancel.




aIaR0L= stick | with Alexa Voice Remote

Deliver to Sabrina Shop by S -~ Your Your A\l
@ Upminster RM14 2YR Department - a's Amazon Tod Deals Gift Cards & TopUp Sell Amazon Platinum Mast C Your Account ~ Prime - Lists ~ 4 Basket

Amazon.co.uk Today's Deals ‘Warehouse Deals Qutlet Subscribe & Save Vouchers Amazon Family Amazon Prime Amazon Pantry Prime Video Prime Student Mobile Apps Amazon Pickup Locations Amazon Assistant Basket Subtotal:

Proceed to checkout

[ I rder contains a gift

Your Account > Manage Your Prime Membership > Edit Men

Sabrina, extend your trial period for only £0.99 e prime

Enjoy an extra 7 days of Prime for only £0.99

We'd like to offer you the chance to use more of your benefits, but you are free to cancel
any time.

By clicking “Extend my trial”, your default payment method or another available payment method on file will be charged £0.99 for one week.
After your trial period, your plan will renew to £7.99/month until cancelled.

Remind Me Later Continue to Cancel Keep My Membership

Remind me 3 days before my
membership renews.

Amazon Prime Terms and Conditions

Back to top
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Your membership will end on 18 June 2019
At that time you will lose your benefits, and your card will not be charged.

Your Prime membership is expiring
Your Prime membership will end on 18 June 2019 and you will no longer have access to Prime benefits .. Continue Your Membership

Confirmation: r Frime membership will not renew.

amazg!!‘ncg"* Your Amazon.co.uk | Today's Deals | Gift Cards

Dear Sabrina Duda,

We are confirming that you have turned off your auto-renew setting. Your Prime membership
wil ot continue and you il los NRERRRRPRRRARIRWONNR c <0 of your

membership period.

. . " =mper-only benefits,
|n|:ludng uﬂlmrled One-Day Delivery, instant access fo ﬂmusmds of videos, ad-free access
”- IS nOT pOSSIble TO reO”y COncel to music, secure photo storage, Kindle books to borrow, early access to Lighining Deals and

immediately. e

If you would like to continue to enjoy access to Amazon Prime, use the button below to log in
and click "continue membership” on the Manage Your Prime Membership page. You can
cancel any time.

No confirmation of cancellation:
Just “turned off your auto-renew settings”

Thanks for trying Amazon Prime.




EMOTIONS ARE DRIVERS OF BEHAVIOUR

o Emotions are drivers of human behaviour.

o ldenfifying user needs and emotions — and meeting
them — are crucial for successful products.

O




USER
RESEARCH

EMOTIONS & USER NEEDS
& BEHAVIOUR



THANK YOU FOR YOUR ATTENTION!




